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Abstract

This academic article aims to present a framework for analyzing passenger behavior in
the BTS Skytrain business, leading to the development of marketing strategies that align with
current passenger behavior. The study applies concepts of consumer behavior and the service
marketing mix. Data were collected through secondary research by reviewing literature,
including documents, research papers, and academic articles. Content analysis was used to
interpret the data. The findings provide strategic directions for business development to better
meet the needs of passengers. Operators can apply the study’s results to align with the context
of the rail transportation industry.

Keywords: Customer Behavior; Service Business; BTS Skytrain; Service Marketing Mix
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